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ABSTRACT 
 
 
 
 
 Organizations viewed training as part of investments in their human capital 
development for the benefit of the business. Appropriate training evaluation tools, 
instruments and methodologies are needed to evaluate training programmes that are 
considered critical for business. Skill-based training programmes are considered 
critical to the business and the effectiveness of such programmes is of great 
importance.  This study focused in evaluating training effectiveness of CRM system 
for Customer Service Representatives at Telekom Malaysia. This is to ensure 
effective training programmes will result in successful deployment of the CRM 
system. Questionnaires were used as the research instrument to assess the extent of 
effectiveness of CRM system training programme. The participants for the research 
were drawn from TM sales outlets (TMpoint) encompassing Customer Service 
Representatives (CSR) from areas that have been deployed with CRM system. 
 
 
 The results indicated that the group that had undergone the CRM system 
training had shown marked improvement in terms of acquisition of knowledge and 
skills. The evaluation shows changes in knowledge, skill, and behavior to specific 
training interventions, thereby providing evidence to organizations with regards to 
the value of training and development. Although findings for relationship between 
knowledge and skills towards job performance was less significant but it was due to 
system performance immediately upon deployment. It has been perceived by 
respondents that system performance is affecting their job performance. The finding 
is of importance theoretically as it provided insights into methods for evaluating the 
training effectiveness of computer system skill training. For organizations, the 
findings of the study will help to provide an invaluable tool to assist organizations in 
evaluating IT system training. 
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ABSTRAK 
 
 
 
 
 Organisasi menganggap latihan adalah sebahagian daripada pelaburan dalam 
pembangunan sumber manusia untuk kepentingan perniagaan. Instrumen penilaian 
latihan dan metodologi yang bersesuaian perlu  digunakan untuk menilai program 
latihan yang dianggap penting untuk kelangsungan perniagaan. Program latihan 
untuk peningkatan kemahiran dan kecekapan dianggap kritikal dan penilaian perlu 
dilakukan untuk mengukur keberkesanan program sedemikian. Penyelidikan ini 
difokuskan dalam menilai keberkesanan latihan sistem CRM kepada wakil 
perkhidmatan pelanggan di Telekom Malaysia. Ini untuk memastikan program 
latihan yang berkesan akan menghasilkan pengguna sistem yang mahir. Kertas 
soalan penyelidikan diedarkan kepada responden sebagai instrumen kajian untuk 
menilai tahap keberkesanan program. Para responden untuk kajian diambil dari unit 
jualan TM iaitu TMpoint dari kawasan yang telah diperkenalkan dengan sistem 
aplikasi CRM.  
 
 
 Keputusan kajian menunjukkan bahawa kumpulan yang telah menjalani 
latihan sistem CRM menunjukkan peningkatan yang signifikan dalam pengetahuan 
dan juga kemahiran. Hasil kajian ini menyokong bahawa latihan kemahiran dalam 
sistem CRM akan meningkatkan prestasi pekerjaan di tempat kerja. Walaupun 
hubungan pengetahuan dan kemahiran dengan prestasi kerja kurang signifikan, itu 
adalah kerana prestasi sistem CRM tidak memuaskan semasa diperkenalkan. Ia telah 
menyebabkan persepsi responden mempengaruhi prestasi kerja mereka. Penemuan 
ini penting secara teori untuk menilai keberkesanan latihan. Penilaian menunjukkan 
perubahan dalam pengetahuan, kemahiran, dan perilaku selepas latihan membantu 
organisasi dalam menilai latihan dalam bidang teknologi maklumat.  
